INTRODUCTION
============

Burnout is a major concern in the human service field in general, described as a prolonged response to chronic emotional and interpersonal stressors on the Human service workers are highly susceptible to stress and burnout[@B1][@B2][@B3] due to being in an emotionally demanding relationship with a population exposed to a high level of stress without adequate resources.[@B4][@B5] The caregivers of the traumatized population in particular are reported to be at an increased risk[@B3][@B6][@B7] by becoming traumatized indirectly from the trauma materials shared by their clients. Secondary traumatic stress (STS) is conceptualized as reactions to the emotional demands on human service providers from exposure to the traumatic images, affect and memories expressed by trauma survivors.[@B8] Service providers working with North Korean refugees in South Korea fit the high-risk profile for burnout due to the fact that they work with highly traumatized and resource-poor clientele while they try to deal with multi-layered needs of their clients through a nascent service delivery system without adequate support.

Since 2006, the South Korean government has made significant changes in its social policies and programs on North Korean refugee resettlement assistance, shifting its focus from a simple administration oflump sum cash grants at the beginning of resettlement to provision of extensive resettlement services for up to five years from arrival.[@B9] The new service infrastructure of a one stop service center was established nationwide in 2009 in a contract with many homegrown service agencies for North Korean refugees to meet a full gamut of service needs ranging from initial community orientation to job training and placement as well as health and mental health care.

While the new service delivery system was installed to pay greater attention to unmet needs in the North Korean refugee community, there has been a clear absence of interest in the workforce that bears the burden of serviceimplementation with inadequate resources and an increased bureaucratic red tape and paperwork common in government contracts. Additionally, the short funding cycle of an annual contract renewal makes it difficult for agencies to invest in organizational capacity such as clinical supervision and better worker compensation, all of which increases the risk of staff burnout. Therefore, it is imperative to conduct an empirical study to investigate the extent of staff burnout among NK service providers and the factorscontributing to the problem as the new service delivery system is still in the formative stage of implementation. In particular, the extent of secondary traumatic stress and its contribution to the burnout is of concern here as service providers deal with trauma materials on a daily basis without any systemic recognition of the occupational hazard of working with the traumatized population.

The findings of the current study begin toidentify the primary causes or correlates of burnout in service providers for North Korean refugees, with the goal of providing policy makers and management with empirical evidence as to points of intervention and intervention strategies to prevent staff burnout.[@B2] The outcome of the present study may also shed light inunderstanding burnout of many service providers working with traumatized population in other countries and different cultural contexts.

Research on service providers for North Korean refugees
-------------------------------------------------------

While there has been a significant amount of empirical research on North Korean refugees due to the extent of trauma they were exposed to in North Korea and during their flee,[@B10][@B11][@B12] little research has been conducted on service providers for North Korean refugees, even though there have been anecdotal accounts of a high level of burnout and high staff attrition rates among the service providers for North Korean refugees.[@B13][@B14][@B15] A search through the Research Information Sharing Service (RISS) generated only three related studies on NK service providers: one on staff burnout and the other two on jobsatisfaction and job demands.[@B14][@B15][@B16] The previous studies indicated that personal ego resiliency and organizational support of clinical supervision and training are protective factors that mediate staff burnout, while heavy workload, poor compensation, and unique character traits of North Korean refugees were identified as sources of job stress.[@B14][@B15] However, they did not investigate the effect of secondary trauma in the course of care provision. On the other hand, Kim and Kim[@B16] investigated the correlates of the job satisfaction of NK service providers and found the exposure to trauma materials their clients share may be a significant threat to employee well-being.

With a dearth of empirical research on NK service providers, it is imperative that this study investigate the factors that may be related to burnout among service providers for North Korean refugees and the effect of secondary traumatic stress in particular. Findings have yielded some empirical evidence that inform the development of new programs andpolicies for prevention of STS and burnout among service providers for North Korean refugees.

Burnout and personal, organizational and community factors
----------------------------------------------------------

### The Job Demands-Resources model as conceptual framework

The current study attempted to better understand the complex interaction of the multiple factors that contribute to the burnout of service providers for North Korean refugees by applying the Job Demands-Resources (JD-R) model of work-place burnout as a conceptual framework. This well researched model describes two critical forces that affect employee well-being: job demands and job resources. Job demands are defined as "physical, psychological, social or organizational aspects of the job that require sustained physical and/or psychological effort" by the individual such as work overload, unfavorable physical environment, and unfavorable emotional and financial reward.[@B4][@B17][@B18] In the current study, secondary traumatic stress (STS) is included as a salient job demand unique to the work with North Korean refugees.[@B8] A few studies on the relationship between STS and burnout showed a significant correlation between the two.[@B19][@B20] Job resources refer to "physical, psychological, social, and organizational aspects of the job that are functional in achieving work goals or reduce job demands[@B17] such as personal self-efficacy and commitment,[@B18] professional environments, and formalized service networks in the community.[@B14][@B17] Previous research has demonstrated the protective effects of job resources against staff burnout.[@B3][@B21]

### Job demands and burnout

Job demand such as workoverload, limited support, and role conflict has been a strong contributing factor to burnout.[@B2][@B17] Work overload, role ambiguity, poor financial compensation have been mentioned as most common stresses of working in programs for North Korean refugees that are related with staff burnout.[@B14][@B15]

### Secondary traumatic stress and burnout

The current study investigated the relationship between STS as a job demand unique to working with NK refugees and burnout in NK service providers. In recent years, the notions of secondary and vicarious traumatization have drawn the attention of many professionals working with traumatized population as it becomes viewed as an occupational hazard.[@B4][@B22] Vicarious trauma is theorized to be thecumulative transformative effects upon the clinician associated with workingwith trauma victims.[@B23] Even though compassion fatigue and secondary traumatic stress (STS) have been frequently used interchangeably, compassion fatigue has been described in the literature as 'a form of caregiver burnout' as it incorporates the symptoms of Post-Traumatic Stress Disorder (PTSD), and components of burnout which are conceptually distinct constructs.[@B22][@B24] Secondary traumatic stress (STS), on the other hand, is defined as a syndrome of symptoms identical to those of PTSD, with three constructs of symptoms of intrusion, avoidance, and arousal.[@B22][@B24] This study chose the concept of STS to describe and measure the impact of working with traumatized North Korean refugees on service providers.

STS is understood as the natural consequence of caring for traumatized people and being affected by the traumatic experiences of the cared for.[@B25] In addition to exposure to traumatized individuals, the chronicity of trauma work, as well as the individual\'s personal capacitiessuch as ego resiliency and self-efficacy were related to STS.[@B7][@B26] The effects of STS are believed to produce an array of psychological, social and physical reactions[@B4] such as higher risk of poor work performance, strains in the staff-client relationship, and high staff turn-over. However, fewer empirical studies investigated the direct relationship between STS and burnout, even though burnout was mentioned frequently in association with working with traumatized populations.[@B3][@B26][@B27] A few studies on the relationship between STS and burnout showed close relationships between STS and burnout.[@B19][@B20] In both studies, STS was related more closely with emotional exhaustion and depersonalization than lack of personal achievement, which are three sub-constructs of the Maslach Burnout Inventory (MBI).

### Job resources and burnout

Job resources are available at personal, organizational and community levels.[@B17] Previous research has demonstrated the protective effect of job resources on staff burnout.[@B2][@B3][@B21] Personal resources may be reflected in one\'s commitment to and involvement with the organization and were negatively associated with burnout.[@B2] Organizational resources such as professional climate in an organization, positive perception of peer and supervisory support demonstrated a significant protective effect against burnout.[@B28] A number of studies also show that positive perception of community resources is associated with lower worker burnout.[@B14][@B28]

### Demographic factors and burnout

Previous research reported significant associations between burnout and the worker\'s demographic factors such as length of employment, education, age, gender, and number of work hours.[@B1][@B3][@B14][@B20][@B29] Age and length of employment were more consistent in their inverse relationship with burnout. Burnout and other demographic variables showed less clear relationships to one another.[@B1] However, as the present study serves as the very first attempt to investigate burnout in the NK field, the roles of these common demographic factors were explored.

METHODS
=======

Research design and sample
--------------------------

The current research was conducted: 1) to investigate the extents of secondary traumatic stress (STS) and the burnout among service providers for North Korean refugees; 2) to identify correlates of worker burnout. It utilizes the Job Demands-Resources (JD-R) of workplace burnout as conceptual framework for the analysis. The job demands variables include the amount of work exposure measured by part-time and full-time status, the job stress level, and the secondary traumatic stresslevel. The job resources variables include personal commitment to the organization, the organizational and the community resource levels.

This study takes a cross-sectional approach with a self-administered survey for data collection from a national sample of service providers for North Korean refugees comprising of social workers, psychotherapists, job counselors and para-professional counselors. This study protocol and consent forms were verified and approved by the Institutional Review Board of the Daegu University. Of the estimated total number of 230 service providers at 63 organizations, 179 service providers completed the survey, a 77.8% return rate, which is a more than acceptable rate for survey research.[@B30] The data were collected from November 8 to December 2, 2010.

The respondents comprised of 120 women (67%) and 59 men (33%),which is consistent with the gender breakdown of the workforce in the field. 82% of the respondents majored in social work and the rest in counseling (8%) and teaching (10%). The average age of the respondents was 32.4 years and 50.8% of the sample was in their 20\'s. Most respondents had a college-level education (78.8%) followed by graduate degree holders (19.6%). Most respondents work full time for North Korean clients (93.3%). The work force is relatively new in the field and young as indicated by an average length of stay in the field of 20.95 months. The organizations the respondents work for are comprised of the Hana Center, the one-stop service center for NK refugees (73.7%), multi-service community center with NK service component (19.6%), other NGOs (9.5%), and NK NGOs (1.7%).

Measures
--------

### Burnout

This study measured burnout by the Korean version of the Maslach Burnout Inventory (MBI). The MBI is a 22-item inventory with a 7 point Likert-type scale (0=never, 6=every day). It is comprised of three subscales: nine items for emotional exhaustion (EE), five items for depersonalization (DP), and eight items for lack of personal accomplishment (PA). High scores on EE and DP and PA indicate high burnout. The MBI has demonstrated high internal consistencies in previous studies and for the current study, the Cronbach α\'s are 0.86 for EE, 0.80 for DP, and 0.81 for PA.

Job demands. The Job Stress Inventory was used to measure the perception of job demands. The measure was originally developed by Jayaratne and Chess[@B31] and adapted into Korean by Baek.[@B32] The scale is a 27 item inventory with a 5 point Likert-type scale and comprised of four sub-constructs: role ambiguity, workload, sense of achievement, and work environment. Higher scores on role ambiguity, workload, and sense of achievement and lower score on work environment indicate greater levels of job stress. The Cronbach α of this inventory for the current study was 0.81 and the Cronbach α of four sub-constructs were 0.73 for role ambiguity, 0.84 for workload, 0.54 for sense of achievement, and 0.71 for work environment.

### Secondary trauma stress

The 17 item Secondary Traumatic symptoms (STS) inventory developed by Bride et al.[@B24] and adapted by Park[@B33] into Korean was used to measure the extent of STS, a job demand unique to NK service providers working with traumatized individuals. The inventory is a 5 point Likert scale and comprised of three constructs: intrusive thoughts, avoidance, and hyper-arousal. The Cronbach α of the original STS inventory was 0.93 and in the current study the Cronbach α is 0.93.

### Job resources-personal level

The job resources at the personal level were operationalized as personal commitment to and psychological involvement with the organization and measured by the Organizational Commitment Questionnaire (OCQ). The questionnaire was originally developed by Porter, Steers, Mowaday and Boulian[@B34] and adapted into Korean by Kim[@B35] and is comprised of 15 items on a 5-point Likert scale with items such as "I am willing to put in more than average effort for my agency," "The values I aspire to are similar to those of the agency," "I am glad to have chosen to work for this organization." The Cronbach α of the scale in the current study is 0.90.

### Job resources-organizational level

The respondents\' perception of the organizational resource level was assessed by the four items questionnaire developed by Yoon et al.[@B14] The measure is comprised of the respondents\' perception of the professional competence in themselves and their colleagues, professional development opportunities within the organization and through outside educational programs. The higher score indicates a higher level of subjective perception of organizational resource within the organization. The Cronbach α of the scale in the current study is 0.79.

### Job resources-community level

Community resource was measured by four questions on community resources developed by Yoon et al.[@B14] The measure assesses the respondents\' perception of the level of community resources in terms of adequacy of inter-agency collaboration and coordination, the level of services and funding, biases and resistance of the community residents to the NK services, and the lack of cooperation among service providers. The Cronbach α of the measure in Yoon et al.[@B14] was 0.63 and in this study it is 0.86.

### Socio-demographic variables

Socio-demographic information such as gender, age, education level, length of work experience in the NK service field, full/part time status was also collected.

Statistical analysis
--------------------

Data analysis was performed using the Statistical Package for the Social Sciences (SPSS version 18.0). Univariate statistics were used to establish the study\'s sample. Bivariate analysis of Pearson\'s correlations was used to determine the direction and the size of relationship and also to rule out multicolinearity between the variables. Three multiple regression analyses were conducted as each aspect of burnout (EE, DP, PA) was regressed on the predictor variables.

RESULTS
=======

Descriptive statistics
----------------------

While the respondents evaluated their personal commitment to work relatively high, they rated organizational and community resource levels much lower. They experienced job stress the most from workload followed by the work environment. Secondary traumatic symptoms were present in more than half of the respondents (51.3%), of which 20.7% of them indicating a severe level of STS, 8.4% in the high level, and 22.9% in the moderate as presented on the [Table 1](#T1){ref-type="table"}. The respondents in the current study indicated that they had experienced a very high level of burnout as the mean burnout score met the criterion of high burnout based on the MBI measure.[@B36]

Bivariate analysis
------------------

Pearson\'s correlation coefficients between the main variables were obtained to determine the direction and the size of relationship and also to rule out multicolinearity between variables. The correlation between many predictive variables and the outcome variables reached statistical significance and the directions were as expected. None of the relationships between the variables was higher than 0.5, ruling out multicoliniarity between any of those variables.

Multivariate results
--------------------

To examine the correlation of predictor variables to each of three dimensions of burnout as suggested by the developers of the MBI measure,[@B36] multiple regression analyses were conducted on the three sub-dimensions of burnoutand presented in [Table 2](#T2){ref-type="table"}.

### Emotional exhaustion

The first regression analysis conducted to examine the relationships between the predictor variables and EE showed that the regression model explained 47% of EE and four predictors showed significant relationships with EE. The respondents indicated a lower level of EE when they have a longer work experience and a higher level of personal commitment to the organization. They also showed a higher level of EE when they endorsed higher levels of workload and STS.

### Depersonalization

The second regression analysis for DP explained 32% of DP. No socio-demographic variable showed any significant relation to DP. The respondents indicated a higher level of DP when they endorsed lower personal commitment to the organization, higher STS, higher levels of job stresses from workloadand a diminished sense of achievement.

### Lack of personal accomplishment

The third regression analysis for PA explained 25% of PA. No socio-demographic variables had a significant relationship to PA. Among the resource variables, the organizational resource variable showed inverse relationship to PA, while three job demands variables-STS, sense of achievement, and work environment-showed a significant inverse relationship with PA.

The findings of this study show that the JD-R model explains the sub-dimensions of emotional exhaustion (EE) and depersonalization (DP) better than lack of personal achievement (PA). The demographic variables such as gender, age, educational level, part/full time status did not show any significant relationship with burnout except the relationship between length of work experience in the NK service field and EE. Among the three job resource variables, personal commitment proved to be related to EE and DP. A greater number of job demand variables showed significant relationships with worker burnout. The STS proved to be a consistent predictor of all three dimensions of burnout. Heavy workload showed a relationship with higher level of EE and DP, suggesting that work pressure may cause not only emotional exhaustion but also detachment from work. Structural issues such as lower organizational resource and the poor work environment contributed to a diminished sense of PA.

DISCUSSION
==========

There has been a dearth of research on the North Koreanservice providers even though they are instrumental in successfully implementing the policies and programs for North Korean refugees. The present study is one of the first attempts to investigate secondary traumatic stress and burnout experienced by NK service providers and was conducted using the Job Demands-Resources model of workplace burnout. The findings of the present study are generalizable as over 70% of the entire NK service providers in the field participated in the survey.

In regards to job stressors, the results suggest that the respondents found the structural conditions of their work such as heavy workload and unfavorable work environment more stressful than psychosocial aspect of their job like role ambiguity and low sense of achievement. The results are similar to the previous research findings of heavy workload, long and unpredictable work hours, inadequate supervision and training opportunity being major sources of burnout.[@B14][@B15] The secondary traumatic stressproved to be a potent job demand as more than half of the survey respondents indicated a clinical level of STS and one out of five respondents had a severe condition of STS. These findings are consistent with previous study findings of chronic exposure to trauma material being an occupational hazard of providing direct services to traumatized population.[@B22][@B37] It is an important contribution of this study to provide a quantifiable evidence for trauma being a serious work hazard for service providers who work with North Koreans. There was no difference in STS level by gender or by the type of organization service providers worked in. However, there was a dose response relationship as full time staff showed a higher level of STS than part-time staff. Staff from North Korea indicated a higher level of STS than South Korea-born staff, suggesting that previous exposure to trauma increases susceptibility to STS.

The respondents turned out to be in the category of high burnout[@B36] and placed in the second highest of 27 groups of human service providers researched in the U.S. with the same instrument, MBI.[@B29] The study findings of Yoon et al.[@B14] supported the observation of a high level of burnout of NK service providers. Service providers\' personal commitment to serving North Korean refugees seems to be a very significant protective factor to staff burnout. On the other hand, heavy workload and STS were two major risks to staff burnout. The findings of the current study are consistent with the other research findings in that personal commitment to work are predictive of lower burnout[@B14] and perception of greater pressure on the job had significant relation with higher burnout.[@B1][@B2][@B7][@B17][@B20]

Notably, STS is the factor that showed consistent and strong relationships with all three dimensions of burnout. STS was more closely related with EE and DP than PA as in the findings of other research.[@B19][@B20] The result may suggest that service providers may experience emotional exhaustion and try to cope with high STS by emotionally detaching themselves from their clients when they are exposed to excessivetrauma materials. The service providers may deal with the source of secondary traumain the same way as trauma victims avoid and disengage themselves from any stimuli that may trigger re-experiencing trauma-related reactions.

A few particularly noteworthy findings related to research, policy and practice led to various implications that follow. First, current study findings suggest thatmore favorable working conditions need to be created in order to retain the workforce, the relatively young workforce who got drawn to the work due to their personal commitment to services for North Korean refugees. A longer term contract and better worker compensation is warranted for successful implementation of resettlement policy and programs for North Korean refugees. Qualified mental health professionals should be hired to provide mental health treatment for refugees with serious mental health issues, instead of relying on the generalist social workers for a wide range of services in resettlement assistance.

The practice implications of the results of this study include the following. First, the current findings demonstratethat different job resources are related to different aspects of burnout. Personal commitment to the organization, psychological in nature, may help mitigate the emotional aspects of burnout such as emotional exhaustion and depersonalization. In contrast, organizational support, structural in nature such as supervision and educational opportunity, and professional climate, seem to make some difference in the cognitive aspect of burnout. The results indicated that even though personal commitment may draw service providers to the field and serve as a buffer to worker burnout, structural issues of chronic work overload and poor work environment exert deleterious effects and need to be addressed in the system as a whole to reduce staff burnout. One of the high priorities should be requiringa greater level of structured professional development and educational support such as provision of regular clinical supervision and training by qualified mental health professionals, given the fact that the workforce is inexperienced while the tasks at hand are uncharted and challenging.[@B2][@B17][@B20] Highly structured and case-specific supervision and training has proven effective with young professionals.[@B38]

The second implication for practice is that the current study findings raised an awareness of STS as a serious job hazard to caregivers for North Korean refugees and called for systematic interventions to mitigate its deleterious effects on the workforce. Close emotional involvement with their clients may increase the susceptibility of service providers to STS.[@B4][@B23] The study findings that STS is very prevalent among NK service providers and is closely related to worker burnout call for attention to the management of secondary traumatic stress at a system\'s level. They should include educational workshops to raise awareness of STS issues among clinical staff and organizational leaders, provision of well-structured clinical supervision and training for early identification of warning signs and teaching effective coping strategies, regular debriefing for difficult cases, and self-care skills training.[@B5][@B18][@B39] Clinical supervision should deal with issues such as balancing trauma caseloads among staff, on-going assessment and monitoring of staff risk and provision of STS interventions.

The research implications of the current study are discussed. First, the current findings corroborate some previous studies\' suggestion that three sub-constructs of MBI have differential explanatory power for worker burnout, and EE and DP are more closely correlated with each other than with PA. The findings support a suggestion that the two sub-constructs of EE and DP may be adequate and more appropriate to measure burnout.[@B1][@B36] Second, the study outcomes provide empirical evidence that STS is a significant threat to the well-being and burnout of care givers for traumatized population and STS issue should be dealt with proactively to mitigate its effect on the staff morale and effectiveness.

The limitations of the present study need to be noted. First, the results of the current cross-sectional study are relational in nature; no inferences about causal relationships can be made. Second, cultural sensitivity of the instruments developed abroad might have affected the outcomes and validation studies for those instruments are in order. Despite the above-mentioned limitations, the present study is one of the few empirical studies that demonstrate the high level of burnout of service providers for North Korean refugees and identified protective and risk factors for burnout.

Considering the significant negative consequences of secondary traumatic stress to service providers working with traumatized populations, further research should be devoted to understanding factors that moderate the relationship between exposure to trauma victims and secondary traumatic stress. It is important to recognize this occupational hazard involved in service provision for traumatized individuals and to have preventive measures in place to mitigate the deleterious effects of working with traumatized populations.
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###### Descriptive statistics of burnout and secondary traumatic stress (STS) (N=179)
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###### Results of three regression analyses of the MBI subscales
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